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Doing Business with ITS

Prospective customer organizations 
may see the services that the  
International Technology Services (ITS) 
organization has to offer through the 
ITS Service Catalog.  The Service Line 
Manager (SLM) and ITS technical staff 
work with prospective customers to 
identify the services needed to support 
the customers’ business needs (the  
chart to the right shows the steps in  
developing a Service Level Agreement).

Objectives inherent in ITS and  
customer collaborations include not 
only meeting functional requirements, 
but meeting our customers’ financial 
requirements as well. ITS SLMs and the 
ITS Associate Chief Information Officer 
may be contacted for discussions about 
both new and existing business with ITS 
that trends toward Service Level  
Agreements (SLAs). 

SLAs are used to document and  
formalize the service provider and 
customer relationship.   ITS SLAs 
document those Service Portfolio items 
that the customer desires from ITS, 
the quantity of service to be provided, 
the metrics that will be used, and the 
appropriate levels of those services that 
ITS will maintain.  Generally, standard 
services and pricing are used in order 
to achieve economies of scale; how-
ever, ITS  has the ability to customize 
services for fees, too.  Typical agreement 
periods are structured around Federal 
government fiscal years.  Renewals are 
renegotiated. Throughout the process, 
the Service Line Manager (SLM) will 
coordinate with customer organizations 
through regular meetings and reporting.  
To begin a dialog with an ITS SLM, 
select Contact Us.

Note: Daily operational support issues 
for existing customers should be addressed  
to "ITS Service Desk contacts" or call
1-800-457-3642. 

Service Level Agreement Process

Exchange
Points of Contact

Operational Support

Start up and Transition

Agreement and Funding Transfers

Service Proposal and Negotiations

Customer Survey

Understand the Customer's Business 
Needs

Reports

Service Provider / Customer Meetings

Renewals SLAs are renegotiated for each 
term of service.  

Meetings will be scheduled 
regularly or as needed between 

the ITS and the customer 
organizations points of contact 

for the duration of the 
agreement.

Both on-line and individual 
performance reports will be 

made available to the 
customer organization.

During the execution of the 
agreement ITS will provide 

support for all of the services 
outlined in the SLA for the 
duration of the contract.

Customer participation in start-
up projects help ensure a 

smooth transition.  

The negotiated service proposal 
is drafted into an SLA with 
payment schedule and the 

services may begin once the 
SLA is signed and the funds are 

transferred.

Working from draft agreement 
documents a mutually agreed 

terms are developed.

Customer organizations 
business requirements  to ITS in 
the form of a survey that covers 

all areas of ITS expertise to 
assist with determining the 

appropriate services and needs.

The SLM and ITS staff will 
conduct meetings with the 

customer organization to gain 
full understanding of the 

services needed.

ITS and the customer 
organization contact information 
will be shared to help coordinate 

meetings and identify each 
individuals role.

http://www.ocio.usda.gov/its/doc/ITS_Service_Catalog_WP_032310_508.pdf
http://www.ocio.usda.gov/its/contact_form.html

